
Welcome and Thank You 

Welcome to our annual State Relay Advisory Committee (SRAC) meeting here at the Colorado 
Public Utilities Commission. We are pleased that you could join us. 

I would like to take this opportunity to extend our thanks and appreciation to our Interpreters and 
our CART reporter for their professional services in today's meeting. These earnest professionals 
enable us to bridge the gap between two worlds and provide for effective communication. 

And I thank you, the members of our State Relay Advisory Committee, for your magnanimous 
and voluntary civic service to the State of Colorado. 

The State Relay Advisory Committee is a Committee of wise and undaunted men and women 
who, first and foremost, possess the highest integrity, and who are devoted to the noble service of 
our Deaf, Hard of Hearing and Speech Challenged Citizens. 

Appointment to the State Relay Advisory Committee is based upon merit. It is based upon the 
willingness of the Members to share their wisdom and counsel with the State Relay 
Administrator. It is based upon a spirit of service and generous commitment to the cause of 
access to telecommunications for our citizens, who deserve no less than the very best 
telecommunications services and technology. 

ANew Era 

On Sunday, July 1st, 2012, a new era in Colorado Telecommunications Relay Services has begun. 

The AT&T Corporation inaugurated their relay services in the State of Colorado with a pledge 
and commitment to excellence. 

We congratulate AT&T. We offer the AT&T Relay Team our complete support. We will do 
everything possible to assist AT&T in achieving their goals and objectives for Relay Colorado. 

AT&T is the largest telecommunications company in America. AT&T' s Bell Labs originally 
developed relay services. Since 1987, AT&T has provided over 25 years of relay services to 
America and has a demonstrated history of world class innovation and ingenious alternative 
technology. 

We are passing through a transition now. We are passing from Sprint Relay to AT&T Relay. We 
are transitioning from a relay of the past to a relay of the future. 

Change may be disconcerting to some, but it will be better and we shall adapt. 



Progress is inevitable. Nothing shall stand in the way of technological development, except our 
own imagination. 

We know very well that we cannot rest upon the achievements of the past, for it is the collective 
duty of this Committee to focus upon the relay of the future and to make this a reality, for our 
citizens deserve no less. 

A Special Note ofThanks 

It is appropriate to note Sprint's commitment to Colorado relay services for over twenty years. 
We are profoundly grateful for their contribution and service. Sprint has brought us captioned 
telephone TRS in 2004, which has enabled our Hard of Hearing citizens to effectively 
communicate. 

The Colorado Public Utilities Commission Relay Team and the Commissioners join me in 
thanking our friends at Sprint and in wishing them the very best in their future endeavors. 

I am pleased and most grateful for the support of Relay Colorado from the Commissioners. I am 
appreciative of the support of Commission Chairman Joshua Epel, Commissioner James Tarpey, 
and newly appointed Commissioner Pamela Patton. 

Relay Colorado is most fortunate to have the benefit of effective leadership from our Director, 
Doug Dean, from Ron Jack, our Transportation and Operations Chief, and from Chris Lowe, our 
Fiscal Officer. 

Indeed, the entire CO PUC staff has been most accommodating, cooperative and considerate in 
working superbly as a team to make Relay Colorado effective. 

We owe them all our thanks and gratitude for making Relay Colorado what it is today. 

"'""-----~--··--~·-' 

TRS Statutory Authority and Mandated Services 

The Americans with Disabilities Act of 1990, under Title IV, requires telecommunications access 
to the telephone for those Americans who are Deaf, Hard of Hearing or Speech Challenged. 

The Colorado Public Utilities Commission, by state statute, is the administrator ofthe 
Telecommunications Relay Services (TRS) program in the State of Colorado, which is entitled, 
Relay Colorado. Please see C.R.S. 40-17-101 thru 40-17-104, Telecommunications Relay 
Services for Disabled Telephone Users. 

The statute imposes a uniform monthly surcharge, set by the Colorado PUC, upon each landline 
subscriber to fund the TRS program. The statute is not applicable to wireless subscribers. 

It is important to note that the Colorado PUC has no statutory jurisdiction over Internet Protocol 
relay services, such as internet relay and video relay. 



The Federal Communications Commission oversees these IP relay services and reimburses 
eligible telecommunications relay providers from the FCC's Interstate Relay Fund. 

However, state relay administrators throughout the United States have been informally advised 
that individual states will eventually be required to fund these services, but only when the 
technology is available to identify the origin of Internet Protocol calls. 

Once this occurs, then it is understood that all legal and jurisdictional requirements must be met 
before the State of Colorado can assume responsibility for IP relay calls. An FCC order must be 
issued, and subsequently, Colorado relay statutes and P.U.C. relay rules must be amended. 

The Colorado TRS surcharge monies that are collected monthly by the Local Exchange Carriers 
(LECs) from each landline subscriber are deposited into the Disabled Telephone Users Fund 
(D.T.U.F.). 

These LECs file a monthly TRS Return Form and remit the collection to the Commission. The 
Commission Staff tracks these monies monthly. 

At present, the uniform TRS surcharge on telephone access lines is set by the Public Utilities 
Commission at 20 cents per access line to fund the Disabled Telephone Users Fund (DTUF). 

The DTUF, by law, is used to fund TRS and program administration, the Colorado Commission 
for the Deaf and Hard of Hearing, the Colorado Commission for the Visually Impaired and 
Reading Services for the Blind. 

The Commission initially set the monthly uniform charge in 1989 at 10 cents per telephone 
access line. 

The Commission reduced the monthly uniform charge to 06 cents per telephone access line, 
effective November 1, 2003, in order to meet TABOR requirements in which the ending fund 
balance of the Colorado Disabled Telephone Users Fund is not to be greater than 16.5 percent of 
the prior year's expenditures. 

On May 10, 2006, the monthly uniform charge was set at the rate of 10 cents in order to meet 
funding requirements of the program. 

The Colorado General Assembly enacted SB 06 - 218, which exempted the Colorado Disabled 
Telephone Users Fund from limitations imposed upon the uncommitted reserves of cash fonds, 
and thus the 16.5 percent target reserve requirement is no longer in effect. 

Subsequently, the fund was permitted by this statute to build up a cash reserve. 

On January 1, 2007, the monthly uniform charge was reduced to the rate of07 cents to slow the 
buildup in uncommitted reserves. 

The monthly uniform charge was increased to 12 cents On March 1, 2009 in order to meet 
funding requirements of the program. 

The Commission set the existing rate of20 cents, effective on October 1, 2010. 



Disabled Telephone Users Fund 

As you know, Colorado relay statutes require that the monthly TRS surcharge be deposited in the 
Disabled Telephone Users Fund. 

Commission rules intend that an annual review of the surcharge takes place. 

Commission Staff reviews the activity of Disabled Telephone Users Fund, including the fiscal 
year's beginning balance, projected expenditures and projected revenues. If necessary, a 
Commission Order is drafted by Staff for the consideration of the Commission to adjust the 
surcharge. 

Staff has noted the following extraordinary effects upon the fund balance over the years, such as: 

• Increases I Decreases in the number of telephone lines. Qwest previously noted a decrease in 
the number of Colorado residential and business telephone lines due to wireless and cable 
competitors. Century Link, which acquired Qwest, has recently reported an increase in the 
number of lines. The rate of increase I decrease in the number of lines has a direct effect upon 
the surcharge balance projection. 

• Other Legislatively Mandated Programs. Since the inception of the TRS Fund, the General 
Assembly has mandated the addition of other programs and progressively imposed increases 
in funding disbursements to these programs which subsequently required increases in the 
surcharge. In Fiscal Year 2013, the Long Bill required $1.3 Million to be disbursed from the 
fund to the following programs: Reading Services for the Blind, and the Commission for the 
Deaf and Hard of Hearing. 

• TRS call volume. Regarding the relay program, there has been a significant increase in the 
Captioned Telephone TRS call volume and Captioned Telephone TRS price per minute 
(PPM), while traditional TRS has experienced a steady decline. 

• Price Per Minute Rate Increases. 
o The PPM rate is offered to the State in competitive sealed proposals by competing 

relay telecommunications companies in response to the TRS RFP. The RFP is issued 
for three years, with two optional years at the discretion of the State. The PPM rate is 
set in the relay contract. Due to the effects of economic inflation, every new TRS 
RFP results in increased PPM rates. At the end of the three-year contract, should the 
State elect to extend for an option year, the TRS provider may request an increase in 
the price per minute for the option year. Per the terms, increases are limited to no 
more than 5%. 

o AT&T was selected by the Department of Regulatory Agencies as our new provider 
and the PPM rate for the three-year relay contract is set at $1.53. 

Commission Staff takes all of these factors into consideration during the annual review of the 
Disabled Telephone Users Fund and, if necessary, in making a recommendation to the 
Commission on rates. 



Disabled Telephone Users Fund Projection 

Commission Staff has informally projected a surplus in the ending fund balance, as of January 
31, 2013 

This projected fund balance is calculated by retaining the TRS Surcharge at the existing rate of 20 
cents per access line. 

This ending fund balance on January 2013 includes projected expenditures for the AT&T Price 
Per Minute rate, the legislatively mandated programs projections, and the program administration 
projections. 

At this time, ceteris paribus, all other things being equal, the ending fund balance is more than 
adequate to cover projected expenditures, and Commission Staff may recommend an adjustment 
the TRS surcharge rate. 

Relay Colorado Outreach Program 

Relay Colorado Outreach is required in the 2012 TRS RFP. 

Per the terms of the 2012 TRS contract, our telecommunications provider, AT&T, will provide 
$100,000 annually for relay outreach and the State will fund outreach up to $100,000 annually, 
setting a program budget of some $200,000, depending upon the State's share of outreach. 

AT&T, in consultation with the State Relay Administrator and the CO PUC Relay Team, will 
draft an outreach plan for each State Fiscal Year, which, as you know, begins July 1st and ends 
June 30th. 

AT&T has drafted a broad based plan in their response to the TRS RFP, and we have used this as 
a guide in designing the 2012 -2013 outreach plan. 

A typical plan could include, but is not limited to, TV media production, TV time slots, PSAs, 
radio ads, print media, the Relay Colorado Website, promotions, exhibits, workshops, community 
meetings, and our annual State Relay Advisory Committee meeting. 

One very important initiative in the outreach plan is to develop awareness of captioned telephone 
TRS and the distribution ofCap Tel units. Towards this end, for the past five years we have 
conducted a major Cap Tel television media campaign to reach consumers in every major market 
across Colorado. 

One new idea that has proven to be successful in Pittsburg was AT&T's Pennsylvania Relay 
"Day at the Ballpark" at a Pittsburg Pirates baseball game. AT&T is planning a similar event for a 
Colorado Rockies game at Coors Field. 

Once the annual Relay Colorado Outreach plan is approved by the SRA, in consultation with the 
CO PUC Relay Team, AT&T will execute it. 



During the year, the outreach plan and budget are monitored to insure vendor compliance. 
Outreach expenditures are given prior review and approval by the SRA. AT&T will submit a 
monthly outreach expenditure line item for reimbursement in the monthly TRS invoice. 

We believe that all of these outreach efforts will help the public- and our relay consumer 
community - to develop awareness of relay services and provide us with input into public trends 
and insights on the relay. 

The Task Before Us 

What is the immediate and supreme task before us today? 

It is to provide the best possible relay services for our Deaf, Hard of Hearing and Speech 
Challenged citizens at the lowest possible surcharge rate imposed upon our telephone subscribers. 

The task before us is to work together to make Relay Colorado stronger, better and more 
responsive. Our charge is to guide today's existing relay into that of the relay of the future. 

All of our Colorado citizens -whether Deaf, Hard of Hearing, Speech Challenged, including 
those citizens with nonnal hearing - deserve no less. 

I extend my gratitude to you, our advisors, for your dedicated commitment to public service as 
Members of the State Relay Advisory Committee. 

I thank you for your guidance and counsel during our annual meetings and for the opportunity to 
exchange views with you throughout the year. 

You have proven yourselves equal to the task. I have been blessed by your vision and optimism 
for Relay Colorado. And I hope throughout the year to have personal meetings with each of you 
on the future of the relay. 

I look forward towards collaborating with you in achieving an exceptional year for Relay 
Colorado under our new provider, AT&T. 

Thank you for the opportunity to serve you as your State Relay Administrator. I have received a 
deep sense of satisfaction from public service. 

It has been, and continues to be, an honor and a privilege to serve you and our citizens. 

Joe Benedetto 
State Relay Administrator 
July 19,2012 
Denver, Colorado 



BYLAWS 
OF THE 

STATE RELAY ADVISORY COMMITTEE 
TO THE 

STATE RELAY ADMINISTRATOR 



ARTICLE 1: ROLE AND FUNCTION 

The purpose of the State Relay Advisory Committee (SRAC) is to advise the State Relay 
Administrator (SRA) of the Colorado Public Utilities Commission (CO PUC) on 
Telecommunications Relay Services (TRS) as provided for by the telecommunications 
service provider. The SRAC is an internal CO PUC entity. The members informally 
monitor relay industry developments, engage in consultations and are required to utilize 
TRS. The primary role and function ofthe SRAC is to advise the SRA. The SRA will 
take under advisement the views raised by the members on TRS, and implement those 
which, in his or her judgment, are considered appropriate. The SRAC members, in the 
course of their duties, may review and deliberate proprietary corporate information of the 
service provider, as well as engage in confidential consultations with the other members 
and the SRA. The SRAC citizen members are required to sign an affidavit of 
confidentiality and independence. The members receive no paid compensation for their 
service on the SRAC. 

ARTICLE II: MEMBERSHIP 

The SRAC shall be composed of eight (8) members as follows: 

1. An Official of the service provider 
2. An Official of the CO PUC 
3. A Citizen with professional ties to a CO Local Exchange Carrier 
4. A Citizen who is Deaf 
5. A Citizen who is Hard of Hearing 
6. A Citizen or a Representative of those with a speech disability 
7. A Citizen with normal hearing 
8. The SRA, who shall serve as Chair of the SRAC 

Appropriate CO PUC Staff and service provider Staff may attend SRAC meetings in a 
staff capacity. The service provider shall provide all necessary support and services to the 
SRAC. 

The State Relay Administrator shall appoint the SRAC members as designated in Article 
II. SRAC members shall be appointed to a term of one year, from January 1st to 
December 31 5

\ and may be reappointed by the SRA. Interested citizens of Colorado who 
possess the qualifications and experience criteria as determined by the SRA may apply 
for appointment to the SRAC. The SRA shall post applications for vacancies for a two 
week period. Annual appointments made by the SRA commence January 1st. 

The Members may express their views and recommendations to the SRA at SRAC 
meetings, and at other times by such means as U.S. mail, electronic mail, telephone calls, 
instant messaging, or by appointment. 



ARTICLE III: MEETINGS 

The SRAC shall meet annually and as otherwise set by the Chair. The Chair shall set the 
meeting agenda. The Chair calls SRAC meetings to order, presides, determines recess, 
announces adjournment and otherwise provides for order. 

ARTICLE IV: SUBCOMMITTEES 

The Chair may appoint special subcommittees and charge the subcommittees with 
specific tasks and/or functions. 

ARTICLE V: AMENDMENTS 

SRAC Bylaws shall be amended by a three-fourths vote of the membership of the SRAC 
or by the Chair. Amendments are subject to ratification by the SRA. Bylaws may be 
waived by the SRA whenever in his/her judgment the interests of the SRA's office would 
be served thereby. 

ARTICLE VI: DISSOLUTION 

The State Relay Administrator may dissolve the SRAC, whenever in his/her judgment the 
interests of the State Relay Administrator's office would be served thereby. 

ARTICLE VII: EFFECTIVE DATE 

The effective date ofthese SRAC Bylaws shall be January 1, 2012. 
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dexknows.c.om* 

services for customers with disabilities 
Qwest's Center for Customers with Disabilities 
Hours: 8 a.m. - 5:30 p.m., Monday- Friday, Mountain Time 
Qwest provides telecommunication services for customers with mobility, 
vision, speech and hearing disabilities. 
TTYNoice ...•......•.................................... 1 800 223-3131 
Fax •...•................................................. 1 866 826-4839 

Qwest's Disabilities Consultants Can: 
• Explain the long-distance service for TTY users using Qwest long-distance 

service. (Eligibility requirements must be met to qualify for discounts.) 
• Order or disconnect telephone service and answer billing questions. 
• Handle Qwest repair requests. 
• Establish Directory Listings for TTY users. Listings may appear with or 

without an address and indicate a TTY is used. 
• Establish non-published or information-only listings for TTY customers 

at no charge. 

Qwest's Directory Assistance Service 
• Qwest's Directory Assistance service is an automated voice response service. 
• If a vision or mobility disability prevents you from using this automated 

voice response service, press •o• (zero) at the beginning of the call to. 
reach an agent. 

• If a vision or mobihty disability prevents you from using our automated 
voice response directory assistance and operator services, we offer a 
billing exemption for these services. 

• Our Consultants can explain eligibility requirements. 

Qwest Print Material 
• Qwest offers selected customer billing material (excludes directories) in 

alternate formats: large print, Braille, email text and audiotape. upon request 
• Contact our representatives for more information. 1 800 223-3131 (VoiceiT1Y) 

Amplified Pay Phones 
Many pay telephones are equipped with a volume control button, 
located In the upper left comer of the phone. 

ATirT's Operator Service for TTY 
(24-hours). . . . • . .. .. . . . • . . . . . . . .. .. • . .. .. . .. . .. .. .. . .. • .. 1 800 855-1155 

Colorado Relay Service 
Dlal7-1-1 or SpeclaJ Toll Free Numbers 
Telecommunications Relay Service (TRS) Is a free service that connects 
customers who are deaf, hard of hearing or have speech disabilities with 
others, using either standard telephone equipment or telephone equipment 
that has been specifically designed for individuals with disabilities. Making 
a call is simple: dial 7-1-1 or the toll-free Relay Colorado numbers listed 
here. A trained Communications Assistant wiH answer your call and relay the 
telephone conversation between you and the party you are calling. All call 
Information and conversations are confidential. Relay service is available 24 
hours a day, 365 days a year. This service will handle local and long-distance 
calls. Long-distance calls placed for you can be billed collect, or to a pre-paid 
calling card, carrier calling card or third-party. 

Telephone Numben for Relay Colorado: 
ASCII. . . . . . . . . . . . . . . . . . . . . . . • . . . . . . . . . . . . . . . . . . . . . . . . . . . . 1 800 659-4656 
Spanish .•............•.................•......•.....•... 1 800 337-3242 
Speech to Speech . . . . . . . . . . . . . . . . . . . . . . . . . • . . • . . . . . . . • . • 1 877 659-4279 
TTY ...........................•.........•............... 1 800 659-2656 
vco ..................................................... 1 800 659-2656 
Voice •...•................................•..•...•..•.•.. 1 800 659-3656 

Continued next column 

0 20090elc 

Colorado Relay Service (cant' d) 

Customer Service 
English VmY •••..•......•.•.•................•...•.•... 1 800 676-3777 
Spanish VmY ....•.....•.........•...•................•. 1 800 676-4290 

Types of TRS Calls 
• Computer (ASCII) users can access Relay Colorado by setting the 

communications software to the following protocols: speeds ranging 
from 300 to 1200 bps: 8 Bits. No Parity; 1 Stop Bit; Full Duplex. For 
speeds at or below 300 bps, follow the above using Half Duplex. 

• Hearing-carry-Over: HCO allows hearing individuals with very 
limited or no speech capability to type his or her conversation for the 
Communications Assistant to read aloud to the hearing person. The 
HCO user hears the other party's response. HCO requires a specially 
designed telephone. 

• Internet Relay: . Connect to the relay using your computer or other web 
device. The' Communications Assistant· handles the call the same as a 
traditional relay call - •voicing• or reading everything you type to the 
other party - and typing everything the other party says for you to read 
on your screen. 

• Spanish Relay: Spanish Relay is for Spanish speaking Individuals with a 
hearing or speech disability. 

• Speech-to-Speech: STS allows a person who has difficulty speaking or 
being understood on the phone to communicate using his or her own 
voice or voice synthesizer. The Communications Assistant revolces the 
words of the person with the speech disability so the person on the caH 
can understand them. No special telephone is required. 

• Text telephone (TTY): Allows anyone who is deaf, hard of hearing or 
speech disabled to use a TTY to communicate with anyone using a 
standard telephone. 

• Voice-Carry-Over: VCO enables people who have difficulty hearing on 
the phone to voice their conversations directly to the hearing person. 
The Communications Assistant types the hearing person's response to 
the VCO user. VCO requires a specially designed telephone. 

Captioned Telephone Service (Cap Tel™) 
Cap Tel"' allows a person who has hearing loss to receive word-for-word 
captions of their telephone conversations on the phone. To use captioned 
telephone service, one must have a Cap Tel"' phone. The captions are 
displayed on the telephone's built-in display screen so that the user can 
read the words while listening to the voice of the other party. If you wish to 
contact a person who uses a CapTer phone, dial 1 877 243-2823. 

TTY Users and Emergency Assistance ................ 9-1-1 
TTY callers should dial 9-1-1 directly. All 9-1-1 centers are equipped to 
handle TIY calls. Using Relay for 9-1-1 may result in a delay to getting 
your urgent message through. 

State of Colorado's Telephone Equipment 
Distribution Program {TEDP) 
The Telecommunications Equipment Distribution Program (TEDP) makes 
telecommunications equipment and accessories available to qualified 
deaf and hard of hearing citizens in the state of Colorado. For more 
information contact The Commission for the Deaf and Hard of Hearing at: 
303-866-2097 M 
303-866-2098 (TTY) 
303-866-4734 (VP) 
email at deaf.commission@state.co.us 
visit www.coloradodeafcommjssjon.com 

. Customers with Disabilities 
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~,,t: c l" k ~ .. l~ entury m ·· 

Details of Your Internet and Home Phone Charges 
(cont.) 

Internet and Voice Monthly Charges 

Internet and Home Phone 
Includes mtemet service for thirty-five dollars 
includes focal phomt service and features for thuty-ftve dot/an; 
Includes long distance unlimitt!ld service for t&fl dollars 

Internet and Home Phone 

5-Year Price-Lock Month 8 of 60 

80.00 

- 15.05 
-- ¥N_N __ -~,--,¥-·~---' '" -·----~-

Internet and Voice Monthly Charges Total $64.96 

Related Monthly Charges 

Local Phope Service 

303938--
Federal Access Charge 
Free long Drstanct. Alert(sm) 
Une-Back:errM Optional Inside W~re Repmr Plar r 

Access Recovery Ghar yo 

Long Distance Service 
Federal Regulatory Recovery 

303938-
lnterstate Services Fee 

6.38 
00 

2.98 
.!:JO 

.03 

2.99 
.01 ~~~~~-~e~_:,t~~ory -~e??::'erY. . 

Related Monthly Charges Total 
0 --------N---------·-···-·--

Taxes, Fees & Surcharges 

Local Phone SeiVice 

Federal Excise at 37<~ 

State Sales at 2. 9 ~ 
County Sates at .8% 
City Sales at 3.41 % 
Special Distnct Sales at 1 . t% 
Local 911 at $0.50 per access ltr 16 

Colorado Universal Servtco Charge 
Federal Urwersal Sarv Fund at 17.4% 

Telephone Asststance Program at $0.07 por access linG 

Colorado Telecommunications Relay Serv1ce Fund at $0.20 
per access lme 
Crty Occupatton at 3.879% 

Long Distance Se!Vice 

State Sales at 2.9% 

Colorado Universal Service Charge 

County Sa·es at .8% 

C1ty Sales at 3.41% 
Spectal Oistr:ct Sales at 1. 1% 

Federal Telecom Relay Servtce Fee 
Federal Urnversal Sarv Fund at 1 t'.47" 

Federal Uriversal Service Fund 

$12.90 

1 33 

L28 
.34 

l.b3 

.50 

.50 
1.02 
1.20 
.07 
.20 

1.38 

.09 

.09 

.02 

.w 
,03 

.09 
1.22 

.53 

Call 800.960.2535 
Espanoi 80(1 41f,.04:,,[ 

Click c~:,nt•Jrylink.com/products 

Services nnd oilers not available everywhere. 
fll:lSI(lermal customers only. Terms and 
conditions apply. Contact CenturyUnk 
for !leta liS, 

Verilon Wireless- Suoje~t to C..tstomer 
Agreement, Catlir,g Pian end cradrl appmvai. 
Network dotails and ccveraga maps at 
verizonwiroloss.cotn 

OIRECTIJ- D!REGTV service prOVIded by 
DIRECTV and reqwres 2-year agreement. 
fleca,pt t!f DIFIECTV programmrng subject to 
DIRECTV Customer Agreement; copy provided 
at dirf!C!\1 com/legal and in order confirmation 
DIRECTV and the Cy~lone logo arc 
registered trademarr.s ot LLC 

:1.:·2012 Ce11turyUI\~. 111c. All flights Reserved. 
All othtH ma1ks are the prperty of thetr 
res;leCtl\te uw.~~r,; 

::':; ."' 'l '> .... 
Centurylink· OlkECTV 
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John W. Hickenlooper 
Governor 

Barbara J. Kelley 
Execut1ve Director 

June 15, 2012 

Marlene H. Dortch, Secretary 
Federal Communications Commission 
Office of the Secretary 
445 12'11 Street, SW 
Washington DC 20554 

Mark Stone, Deputy Bureau Chief 
Federal Communications Commission 
Consumer & Governmental Affuirs Bureau 
445 12'11 Street, SW 
Washington DC 20554 

Public Utilities Commission 
Joshua 8. Epe!, Chairman 
James K. Tarpey, Commissioner 
Vacant, Commissioner 
Doug Dean, Director 

RE: Colorado TRS ami Speeclt to Speech Services for Individuals witllllearing ami Speech Disabilities: 
Commmer Complaint Log S11mmoriesjor Ju11e 1, 1011 tlrrougll May 31, 2011 

Dear Ms. Dortch and Mr. Stone, 

As you know, State and Telecommunications Relay Services (TRS) providers must submit annual consumer 
complaint log summaries to the Federal Communications Commission on or before July I 51

• 

Attached, for the State of Colorado, arc four (4) copies of the annual complaint log summary for June l, 20 II 
through May 31, 2012. 

Under separate cover, a copy is provided for Mr. Stone. 

If I can be of further assistance to you, please do not hesitate to contact me via TDD 303 894 2512 or email at 
Joe.Benedetto@Dora.St!!te.Co.Us. 

Sincerely, 

~.~ 
State Relay Administrator 
Colorado Public Utilities Commission 

Attachments: 
Ms. Dortch: 
Mr. Stone: 

Four Copies: Log Summary, June I, 20 II - May 31, 2012 
One Copy: Log Summary, June I, 2011- May 31,2012 

1560 Broadway, Suite 250, Denver, Colorado 80202 303-894-2000 
TTY Users 711 (Relay Colorado) wvvw.dora.state.co.us/puc Fax 303-894-2065 

Perm1t and Insurance (Outside Denver) 1-800-888-0170 Transportation Fax 303-894-2071 
Consumer Affa1rs 303-894-2070 Consumer Affairs (Outside Denver) 1-800-456-0858 



Complolnt Tracking lor CO (06101/2011.05131/2012). Total Cuotomer Con toe!>: 16 

Tilly Dato of Comp!. 
I 06110111 

07114111 

09/15111 

C9124ilt 

10124111 

Naiure of Camptiunt 
A Customer complai11bd ot taptions stopp1ng tn tile middle of a can 

TM customer stat!d. "I had an emergency call and I clearty nxp!;.une:d 
lhe ,nstrucuons to llle aperatur and she was -extremely slow I was esllmg 
a TTY user I am nut happy lh'lth now sho handled my can:· Th6re was 
1rsufffC.Ient eallmg >nfortnat1on from tne n~mber prov1ded, the CuMomer 
would not pmvide fult calling del.a11s fur ~he number The Caller 
meot~oned call.ng Custonlttr Somce tc make complaint as >we!! No 
f(li!Ow up was tttquuted 

The capt10nsl.ag too fat tlfih10d the voJCe .. 

Customer called in and asked 1he Oper.etot to 'i6t1 1f sha could read 
S$ soon as the Operotor dialed out the message 
The Cuslomer campliuns that th1s has been 

lot and IS very upset about It, A Supervisor subm1t1ed a 
and apotogJZ.ed for tho mcontt8mence The customer Mt/d 
by phfln& 'Wftn a resolutwn to this 1ssue 

oral 

08!20/11 

0111411! 

09123111 

09124111 

H.l/311l1 

11123111 

;::~~=:~~~~::~l~n:.:~.::p:;p::.,::pnal$ caotmmn.g ~>ervJ<:& 
The Oparalors s.up&rv=sor was alerted to en1ure that 

t"lls was no\ an ongomg occurre-nce 

et was ittbnvlted and a supe.rviSt)r attempt&d to contact 
costomar to mform of the of the Trouble ileket and to touch best ()fl 

mg issua but there was no ens-\Vt)r tJy the customer, 

-:-m·-.-,""•t-alc-eu-=lo-at"t""'lu:»-O;;::-P•:::,.:::I::-or:::d;-;,d;-:,:;,o:;-H;:o;;;lto=w:;th;;;•:::,::-ns:::l,:::u:;cl:;io::-n•:::I:::,.:::IO-;;dt---;,;;21;;;20"'t"'11;---l;;::::-;::::::::=,:::wa=s=-co=iehed on the 1mportanca of ro~owing aU cust 
> cctSlome•r nolle The Customer was Apo!og~z.ed to for the !,r:struct1ons verbally and thosel:sted under 'cuslot1"1er note' 

10 01120112 

iflCO!W&mence etid no foUow up was l'lft&ddO 

Consumet educaboo ~USB 

The Custol'T!t"r had a very ~mportant c.t!ll Wlth med1eal terms nod phoM 
nurrbers The qua!Jty of typltlg was nol acceptabia 1he custofl'lerwas: 
apo!ogwted to .. 

T achmca! ~ Gen&ral 

l-:1"t-l"o"'112"'7":"12;----tA;-;Ciifu roportod lhalth• Oporntor lOfu•od lo repeal \\11al was jusl said 
tc the haanng party ..vhen !he neanng party asked to "repefir lnsiead 
tM Operatcr typed verbaNn v.-hat U~c hnnng pany &i!Ud w the TTY use:r 
The TTY user mstructt~d the Oparnlor to ftp&at what was typtd em1ier 
back agam to the heanog pa>iy The Ojleralor rnphed "the Operat::~r 
,:annot be pti11 of !he cal!~ C.:uMomer Sef\>!C.& lhanked tM caNer fer 
:ewng us /\now bt.H expla:ted to lhe TT"Y user that 1lle Op~trator was 
fol!olflinQ FCC poile~es and procedures No fol•ow up requested 

12 021171-12___ "ih!$ Operatt:Jr d1d not follow ¥Trf nates to not type answanng mactMe, I 
tned to 1merrup1 hlm but was !1fJ1 ~ylng attenl1on to hls sr.reeo .. A11 
apology was. made 10 me callar and foUaw up was requestad Vlil e.ma•l 

12122111 

01110112 

01120112 

01127112 

The Operator wa5 coached on tne importance of foUowmg tt.~stomer 
ootes Fallow up made ~in t:Hnrul 
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Public Utilities Commission 
Joshua B. Epel, Chairman 
James K. Tarpey, Commissioner 
Pamela J. Patton, Commissioner 
Doug Dean, Director 

John W. Hickenlooper 
Governor 

TO: 

Barbara J. Kelley 
Executive Director 

Marlene Dortch 
Secretary 

MEMORANDUM 

Federal Communications Commission 

FROM: Joe Benedetto 
State Relay Administrator 
Colorado Public Utilities Commission 

DATE: July 3, 2012 

RE: CG Docket No. 03-123 
Colorado Notice: Contact Information and Substantive Change in TRS 

As you know, the FCC released a public notice on June 18, 2012, reminding States and Interstate 
Telecommunications Relay Service Providers of ongoing obligation to report Contact Information and 
substantive changes in TRS Programs. 

Regarding these obligations, the FCC notice reads: 

"Obligation to Submit Contact Information and Notice o[Substantive Changes in TR5' 
Programs. 

We also remind certified state TRS programs, interstate TRS providers, and TRS providers that 
have state contracts that, pursuant to 47 C.F.R. § 64.604(c)(2), they must submit to the 
Commission the name of a contact person and/or office for the receipt of inquiries and 
complaints from consumers about the certified slate TR/:> program's intrastate service or, as 
appropriate, about the TRS provider's service. The submission must include the name and 
address of the state or TRS office that receives complaints, grievances, inquiries and suggestions; 
the voice, TTY, andfcLt numbers for that office; the email address; and the physical address to 
which correspondence should be sent. 

The Commission must be notified each time there is a change in any of this required it?formation. 
Any changes in contact il?formation for certified state TRS programs and/or interstate TRS 
providers should be sent to J1(S' PO('(iilfcc. gov. 

1560 Broadway, Suite 250, Denver, Colorado 80202 303-894-2000 
TIY Users 711 {Relay Colorado) www.dora.state co.uslpuc Fax 303-894-2065 

Permit and Insurance (Outside Denver) 1-800-888-0170 Transportation Fax 303-894-2071 cnn 

Consumer Affairs 303-894-2070 Consumer Affairs (Outside Denver) 1-800-456-0858 
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Page 2 of2 

We also remind cert(jied state TRS programs that, pursuant to 47 C.FR. § 6.J.606{j)(l), state TRS 
programs must notify the Commission of any substantive changes in their TRS programs within 
60 days of when they occur, and must certify that the state TRS program continues to meet federal 
minimum standards after implementing the substantive change .... Notices of substantive changes 
in TRS Programs must reference CG Docket No. 03-123." 

This is to inform the FCC that the State of Colorado has incurred a substantive change in our 
TRS program by selecting the AT&T Corp. as our new relay provider, effective July 1, 2012. 

This is to certify that the State of Colorado TRS Program, under AT&T Corp., continues to meet 
all federal minimum standards for our TRS. 

In regards to the FCC's requirement that the Commission be notified each time there is a change in 
contact information for complaints about our TRS program, this is to info1m you that our TRS 
Provider has changed from Sprint to AT&T. 

The existing listing on the FCC's website POC shows Sprint as our provider: 

COLORADO 
Joe Benedetto, State Relay Administrator 
Public Utilities Commission 
1560 Broadway, Suite 250 
Denver, CO 80202 
Phone: TTY 303 89.J 2512; Fax: 303 894 2065 
E-mail.Joe.Benedello@Dora.State.Co. US 
Website: lzttp: 'wll'll'. dora. slate. co. us!puc!telecom/relav colorado. htm 
TRS Provider: Sprint Relay 

We advise you to remove Sprint Relay from your Colorado POC listing and enter AT&T Relay. 

Thank you. 

Please do not hesitate to contact me if I may be offurther assistance to you. 

Copy: Chris Lowe, Colorado Public Utilities Commission 

Lois Peralta, AT&T Corp. 
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13 03 

H Oo/23112 

15 03129112 

16 05117112 

A vCO custot'l'lerW.$ up~et that Operator d&aled a wro"g number 
resuftmg in lf;lng dlst~nca charges Tho Cuslomer wanted a refund and 
the Customer stated ttlat mstead of a gettu'lg supervisor, the Operator 
tum~ up i he eustot'l"'&r was euured a &upervtsor vvould meet IMlh 
Operator and offered tustomer s.arv1ee and or an account mana~ar for 
assistance 

dna'&d lh& WfOl"g .area eode and the custom&r was charged 
long c:hlanca The customer told the Opemtor the number many tmn 
because she ci!aled the 'o\'f'Ong area code Th1s Ope-ator did notl1sten 
ann did not even offer to giVe ered,t back. 

A Customer's heloer reported no dn:d tone en the Cap Tel phone 

03123112 

03/29112 

The Customer mport.e<S a stoppago of the transcription In the mtddle of~ 
conversatiOn 'Mth the pharmacy The Customer noted total ~lence and 
noth1ng corrung through, The Gus:t'Omer Service RepresentaiMt sent call 
details lo the can renter management and 1hey reponed find ng- no 

The Operaton.ws r.ottrhAcl by s SupeiV sorl)O mak1ng s~re to ente~ 1~e 
eorr~et number beforli' out·d!a!mg The Operator ~s also ¥dur_aHt1 
.about lhe !mmeo!ate credft procedure upon d1allng a wrong!t~rg dJ.s~~nca 
number 

The Customer S~Mce Repre&antattve: ad~1sed C~g Th~Pnone 
pn:::wK10r to confinn that lhe sNvtee 15 fune~klntng Th!S c<Jslome-r 

wnfirmed t!'lat U'us resolved the thtoir toxpenence 
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